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CITY OF KIRKLAND 
City Manager's Office 
123 Fifth Avenue, Kirkland, WA  98033  425.587.3001 
www.ci.kirkland.wa.us 

 
 

MEMORANDUM 
 
To: David Ramsay, City Manager 
 
From: Tracy Burrows, Sr. Management Analyst 
 
Date: September 27, 2006 
 
Subject: Performance Management Issue Paper 
 
Background 
 
In 2005, the City of Kirkland initiated an effort to collect and report on key performance measures in the 
six service areas of: Parks and Recreation; Police Services; Fire and Emergency Medical Services; 
Information Technology; Streets and Highways; and Recycling.  To assist in this effort, the City joined the 
International City Manager’s Association (ICMA) Center for Performance Measurement.  The Center is 
dedicated to helping local governments measure, compare, and improve municipal service delivery.   
 
Over years of experience with performance measures, ICMA has identified core local government measures 
for each service area and has defined a consistent methodology for collecting the data for each of the core 
measures.  Kirkland’s program adopts many of ICMA’s core performance measures and includes other 
Kirkland-specific measures that are tailored to the priority services that the City provides.  We are 
continuing to refine the measures so that they provide meaningful information upon which to base 
management decisions.  For example, Brenda Cooper is leading a regional effort to define core Information 
Technology measures.   
 
This year, Kirkland produced the 2006 Performance Measures Guide as the initial product of our 
developing performance management program.  The Guide includes two years of performance 
measurement data for six key service areas.  For each service area, the data is accompanied by a narrative 
vignette that illustrates a Kirkland customer’s experience with the service delivery that is being measured.  
The guidebook has been well-received and other jurisdictions have shown an interest in using it as a model 
for communicating to the public about performance management results.  
 
The Olympia Performance Management Program 
 
Earlier this month, a team from the City Manager’s Office traveled to Olympia to learn more about the 
City’s Performance Measurement Program.  Over the past six years, Olympia’s program has evolved into a 
very effective management tool that the lead staff and City Council use to guide decisions about aligning 
the City’s core lines of business and allocating city resources.    
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The key to Olympia’s success can be attributed to their initial focus on defining the core values of the 
organization and developing strategic business plans for each department that were aligned with those 
values.  These individual business plans form a consistent framework for the overall performance 
measurement program.  The business plans identify the “lines of business” or services that the 
department provides from the perspective of the customer.   
 
This focus on the customer is critical to Olympia’s program.  Local governments have traditionally allocated 
resources based on an internal understanding of how the operation works or how a service is provided.   
For example, a city might typically allocate resources for filling potholes based on the annual average 
number of potholes and the amount of asphalt needed to fill each pothole.  However, the important value 
to the customer is pothole response time—their experience is positive if they report the pothole to the City 
in the morning and find that it is repaired that same day.  Thus, Olympia has established a target of filling 
every pothole within 2 hours of its being reported, and the Public Works Department allocates its resources 
in order to meet that target.  Similarly, Olympia has adopted one to two key customer-oriented measures 
for each line of business identified in the department’s strategic business plan.    
 
The Olympia performance measurement program is also aligned with the City Council goals.  The City has 
18 key result measures that are associated with the City Council goals.  As the Council considers an issue 
related to one of its goals, the staff report on the issue includes data from one or more of the key result 
measures to assist the Council in its policy decisions. 
  
Next Steps 
 
Olympia’s performance management program has evolved over a number of years to become a cohesive 
whole.  It has been a major focus of the entire organization and is an integral part of the institutional 
culture. The effort involved in such a program is significant, particularly in the initial stages.  While Kirkland 
can begin to make progress toward a comprehensive, integrated performance management program, it 
may be premature to launch into such a full-scale effort.  Given the major issues currently facing the City, it 
may be prudent to continue our current performance measurement efforts and focus on integrating these 
efforts with the Council goals and priorities.  The Council could devote time to this endeavor at the next 
Council retreat.  There is also an opportunity to work on defining the organizational values and strategic 
issues over the next year or two.   
 
One concrete next step would be to invite key staff from the Olympia program to present their work at the 
next management retreat.  This would provide an opportunity to empower a multi-departmental staff team 
to explore ways to enhance and expand our current performance measurement program within the current 
staff resources.  
 














































